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Introduction 


When implementing a new system, interaction with the development process is of the utmost importance. 
The worksheets contained in this workbook are designed to complement each task outlined in Part I! of 
ACRP Report 19: Developing an Airport Performance-Measurement System in an effort to guide the user 
through the process of developing an airport performance-measurement system. Each worksheet will allow 
the user to custom-tailor the approach for their specific airport to ensure a relevant and applicable 
performance-measurement system. 


ACRP Report 19 outlines the performance-measurement system development process as being composed 
of five steps and13 tasks. As you read, you will notice that each task has a corresponding worksheet. 


This icon appears in ACRP Report 19 with each task and refers users to the workbook to 
compile their airport-specific information to ensure the most relevant performance- 
measurement system. 


Completing the Worksheets 


The worksheets are designed so that users may complete them electronically or by hand. The electronic 
worksheets have been created to maximize ease-of-use, saving capabilities, and the ability to distribute to 
those parties involved in the performance-measurement system development process. As you progress 
through the workbook, you will notice that most of the worksheets are composed of checkboxes and 
textboxes. 


For textboxes, simply click your mouse on the text box and begin typing your answer. 


For checkboxes, simply click your mouse on the gray square that most accurately reflects 
Y Yes your answer to the relevant question to mark the box with a check. To remove the check, 
simply click it again. 


Performance-Measurement Assessment Tool 


™,. Each worksheet concludes with corresponding questions from the Performance-Measurement 
\ System Assessment Tool, marked with the question mark icon on the left. Answer these 
questions to gauge the approximate level of progress on each task throughout the process. 


Identify areas for improvement based on questions answered “no” or “needs work” 
and allow for immediate corrective action before moving into a new development 
stage. In those cases where the question does not apply to the airport, please check 
the “N/A” box. 


Worksheet 


Task 1. 


Task 2. 


Task 3. 


Task 4. 


Task 5. 


Task 6. 


Task 7. 


Task 8. 


Task 9. 


Task 10. 


Task 11. 


Task 12. 


Task 13. 


Title 
Assess the Need for a Performance-Measurement System 
Scan the Airport Environment 
Commit to Measure Performance 
Confirm the Airport's Mission, Vision, and Values 
Identify Long-Term Goals 
Identify Short-Term and Intermediate Objectives 
Set Measurement Responsibilities 
Develop and Test a Performance-Measurement Reporting System 
Implement and Measure 
Baseline Measures and Set Targets 
Report and Analyze Performance Results 
Manage Performance Players 


Initiate a New Performance-Measurement Cycle 


Task 1 Worksheet 


Assess the Need for a Performance- 
Measurement System 


This worksheet is intended to help airport managers justify the need for a 
performance-measurement system, assess the current performance 
environment, and establish effective communication initiatives to increase 
awareness and involvement of senior level managers. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. Assess the Need for a Performance-Measurement System 


1. List the reason(s) a performance-measurement system is needed at the airport. 


Example: Improve performance, assess performance, strengthen strategic alignment, etc. 


a. 


b. 


Cc. 


2. List the success factors in tracking performance at the airport. 


Example: Senior level commitment, employee buy-in, open communication, competitive organizational culture, etc. 


a. 


b. 


Cc. 


d. 


e. 


3. What are the challenges and limitations of implementing a performance-measurement system at the airport? 


Challenges Limitations 

Example: Prioritizing indicators, Employee buy-in Training, Staffing level 
a. a. 

b. b. 

C. C. 

d d 

e e 


4. Can any of the challenges and limitations be converted into successes? If so, please identify the action 


required. 
Challenges Limitations 
Example: Lack of employee buy-in Example: Access to new technology 
Action: Involve employees in the selection of measures Action: Simplify the warehousing and reporting system to adapt 
to existing technology 
a. a. 
Action: Action: 
b b. 
Action: Action: 
c c 
Action: Action: 
d. d. 
Action: Action: 
e. @. 
Action: Action: 


B. Assess the Current Airport Performance Environment 
1. Is there a strategic plan at the airport? Yes L] No LC] 
(A) If yes, are key performance measures included? Yes L] No L] 


(B) If not, how does the airport ensure goals are met? How are goals’ success rates determined? Is it an 
airport-wide process, or do the departments assess success in most areas? 


2. How does the airport assess the organization's ability to respond rapidly to changing organizational needs 
and challenges in the operating environment? 


Example: Conducts internal assessment review on a yearly basis 


3. How does the airport identify opportunities for continuous improvement? 


Example: Conducts an environmental scan annually 


4. How does the airport review organizational performance and capabilities? 


Example: Executive meetings 
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5. What type of review is done airport-wide, and what is done within departments? 


Airport-Wide Review Departmental Review 
Example: Financial performance (CAFR) Quality of customer service 
a. a. 

b. b. 

C. C. 

d. d. 

e. e. 


6. What analysis does the airport perform to support these reviews and to ensure that conclusions are valid? 


7. What other elements does management rely on to guide decision-making? 


C. Benefits 


1. Would the airport benefit from a systematic, airport-wide performance-measurement system? List the main 
reasons below. 


Example: Corrective action will be implemented ahead of time. 


a. 

b. 

C. 

d. 

e. 

2. He airport is governed by a city (or cities), has it adopted a strategic Yes L] No L] 
plan? 


(A) If yes, how will the proposed airport performance-measurement system provide useful information to the 
city? Specifically, what performance information will it contribute? In order to complete this task, you might 
have to review the City’s strategic plan and identify the goals that relate to the airport objectives. 


City Goals for the Airport Airport’s Objectives 
a. a. 
b. b. 
C. Cc. 
d. d. 
@. @. 


(B) If not, how will the proposed airport performance-measurement system monitor the achievement of the city’s 
goals for the airport? 


Example: Present performance data on airport’s long-term objectives aligned to city goals at the budgeting meeting with the city 


D. Communicating the Initiatives 


1. Identify airports that have implemented or are in the process of developing a performance-measurement 
system and contact them to learn from their experiences in obtaining senior level commitment. Gather 
contact information and list it below. 


Name Position Airport Phone Number Date Contacted 


a. 


b. 


Cc. 


2. List the actions taken by these airports in implementing their performance-measurement systems and 
indicate those you can benefit from with a mark in the check box. 


Actions Taken Benefit 
i Oo 
b. 


Cc. 


OOdodaaqo 


E. Action Plan to Obtain Understanding of and Commitment to a Performance- 
Measurement System 


1. Based on the information you have gathered, you should now have some good ideas on how to obtain 
senior leadership understanding of and commitment to performance-measurement systems. What actions 
will be taken to increase awareness and involvement of the senior level in the development of the 
performance-measurement system. 


Example: 

Date December 1, 2010 

Activity Senior Level Executive Meeting 

Participants CEO, CFO, HR, IT, Operations 

Facilitator HR 

Objective Discuss performance-measurement system implementation 


Documentation 


Draft implementation plan, report of current performance practices, strategic plan, performance-measurement 
system benefits, limitations, challenges and success factors. 


Date 


Activity 


Participants 
Facilitator 
Objective 


Documentation 


Date 


Activity 
Participants 
Facilitator 
Objective 
Documentation 


Date 
Activity 


Participants 


Facilitator 


Objective 


Documentation 


2™,  Performance-Measurement Assessment Tool 
| Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


x _ apply to the airport, please check the “N/A” box. 


Task 1: Assess the need for a performance-measurement system. 


Has the airport assessed the need for, and benefits of a performance-measurement 

system? O O U O 
Has the airport assessed success factors and challenges in developing a performance- gO oO O oO 
measurement system? 

Has the airport adopted a clear mission and vision and clear values and strategic 

objectives? | oO Oo CL] 


Task 2 Worksheet 


scan the Airport Environment 


This worksheet is intended to provide an outline for airport managers to 
use in performing an environmental scan that will later be used to adjust 
strategic elements and long-term objectives. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. Identifying Airport Stakeholders 


1. Review the airport's list of stakeholders. Group the stakeholders by categories, based on an estimate of their 
power over the airport and their interest in what the airport does (rate each as High or Low). Review to 
ensure key stakeholders are not excluded. The number of stakeholders will vary from airport to airport, but 
usually there are between 15 and 40 stakeholders. Who are the most important stakeholders, based on 
power and interest? 


(A) External Stakeholders 


Power Interest 
Federal Stakeholders High Low High Low 
a. FAA - Safety and Other Regulation 
b. FAA - Airports and Airport Support (AIP, PFCs) 
c. FAA - Air Traffic Control 
d. TSA 
e. EPA 
f. Federal Elected Officials 


g. 


h. 


Power Interest 

Local and State Agencies High Low High Low 
a. City/Cities that Own the Airport 
b. Cities in Metro Area that Do Not Own the Airport 
c. Local Council of Governments (COG) 
d. Counties in Metro Area 
e. State DOT 
f. State Elected Officials 


g. 
h. 


Power Interest 
Local and Community Leaders and Officials High Low High Low 
a. Business Interests and Representatives (e.g., Chamber of Commerce) 
b. Local Leaders and Officials with Environmental/Noise Concerns 
c. Local Elected Officials 
d. 


e. 
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Power Interest 
Special Interest Groups’ High Low High Low 
a. ACI 
b. AAAE 
c. NASAO 
d. 
e. 

Power Interest 
Tenants High Low High Low 
a. FBOs 
b. Concessionaires 
c. Airlines Operating at the Airport 
d. Others 
e 
f. 

Power Interest 
Other External Aviation Interests High Low High Low 
a. General Aviation 
b. Pilots 
c. Aircraft and Parts Manufacturers 
d. The Flying Public 
e. 
f. 

Power Interest 
Economic Development Agencies High Low High Low 


(B) Internal Stakeholders 


Governing (Policy) Body 
a. 


High Low 


Interest 
High Low 


b. 


1 Defined as groups with the most airport contact or influence. 
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Power Interest 


Senior Level High Low High Low 
a. 
b. 

Power Interest 
Department Level High Low High Low 
a. 
b. 

Power Interest 
Airport Employees High Low High Low 
a. 
b. 

Power Interest 
Airport (or Other Controlling) Authority High Low High Low 


Power Interest 
Others High Low High Low 
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2. Briefly describe the process that will be used to solicit employee and stakeholder views by category. 


External Stakeholders 
Example: Airport Staff 
a. Federal Agencies 


Session 
Focus Groups 
a. 


Topic 
Internal Assessment 
a. 


b. Local and State Agencies b. b. 
c. Local and Community Leaders and C. Cc 
Officials 
d. Special Interest Groups d. d. 
e. Tenants e. e. 
f. Other External Aviation Interests f. f. 
g. Economic Development Agencies g. g. 
h. Special Interest Groups h. h. 
i i. i. 
j. j. j. 
Internal Stakeholders Session Topic 
a. Governing (Policy) Body a. a. 
b. Senior Level b. b. 
c. Department Level C C. 
d. Airport Employees d. d. 
e. Airport (or Other Controlling) Authority | e. e. 
f. Others f. f. 
g. g. g. 
h. h. h. 
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3. Create a table with stakeholder information for scheduling sessions. The airport’s public affairs office should 
be charged with keeping this list up-to-date. 


Name Position Contact Information Date, Time & Location 
a. a. a. a. 
b. b. b. b. 
C. C. Cc. om 
d d d d 
e e e e 
f f. f f 
g g. g g 
h h. h h 
I I I I 

J J J J 
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4. Identify major issues, needs, and concerns that should be addressed with stakeholders. This list will serve 
as a guide in conducting the sessions. 


Example: Airport impact in the community 
a. 


b. 


Cc. 


5. Once stakeholders have made comments and recommendations, document their input, categorize the 
comments, and summarize below the major issues raised and recommendations made to present to the 
senior leadership. 


(A) What have the airport’s external stakeholders said? 


Key Issues Raised 
a. 


b. 


Cc. 
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Key Recommendations Made 
a. 


b. 


Cc. 


d. 


e. 


(B) What have internal stakeholders, particularly employees, had to say? 


Key Issues Raised 


a. 


b. 


Cc. 


d. 


e. 


Key Recommendations Made 
a. 


b. 


C. 


d. 


e. 


6. The next step is to hold a meeting with the senior leadership to discuss stakeholder input and consider 
changes made in airport plans, objectives, strategies, and programs in response to stakeholder comments. 
Document those major changes here. 


Changes 


a. 


b. 


Cc. 
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7. Finally, how will changes be communicated back to the stakeholders? Consider how to communicate with 


each category of external and internal stakeholders identified. 


Stakeholder Groups 
External Stakeholders 


Communication 


Internal Stakeholders 


Other 


B. Environmental Assessment 


1. What tools will be used to scan the airport's present and future environment? Tailor the environmental scan 


to the airport’s size and needs (e.g., SWOT analysis, trend analysis, scenario building, gap analysis). 


2. Start by looking into the following areas and identifying those where the airport excels and those in need of 


improvement. 


Area 

. Customer Satisfaction 
. Tenant Relations 

. Human Resources 

. Operations 

. Safety & Security 
Environment 

. Public Affairs 


To lm dD\Q|o\|o|H 


. Cost to Airlines 


i. Planning & Development 


j. Airport Expenses 


k. Cost to Tenants 


m. 


Excels 


O OQOOOOOOOOOOO 


Needs Improvement 


O QOOOOOOOOOOO0O 
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3. What are the attributes that differentiate this airport in the market? 


Example: Location, easy access, competitive service, airline market share, competitive fares, international destinations, etc. 
a. 


b. 


Cc. 


4. Is there room for improvement? Where? 


Example: Time at security lines at check points should be reduced by 20% 
a. 


b. 


5. What is the airport's competitive position in the market? 


C. SWOT Analysis 


1. What are the airport strengths and the external opportunities that can be capitalized on? Include the areas 
where the airport excels (identified in Section B, Question 2). Organize them in order of relevance to the 
particular needs and interest based on the airport's mission, vision, and values. 


Strengths 
a. 


b. 


Cc. 


d. 


e. 


Opportunities 
a. 


b. 


Cc. 


d. 


e. 


2. What key airport weaknesses and external threats does the airport need to address? Include the areas 


identified as needing improvement (identified in Section B, Question 2). Organize them in order of relevance 


to the particular needs and interest as defined in the airport’s mission, vision and values. 


Weaknesses 
a. 


b. 


Cc. 
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Threats 
a 


b. 


Cc. 


D. — Trend Analysis 


1. Considering the SWOT Analysis list (identified above in Section C), identify any trends that have developed 
over the last 5 years for each of the items. Identify trends below and mark in the check box those trends that 


have substantially changed (30% or more) positively or negatively. 


Strengths 5 years ago Today Trend 
Example: Customer Service 50% satisfaction 75% satisfaction 50% improvement 
a 

b 

C: 

d 

e 

Weaknesses 5 years ago Today Trend 
a 

b 

C. 

d 

e 


Substanti 
Change 


OooOddos 


O 


Substanti 
Change 


O 


OoOddg 


al 


al 
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Opportunities 


5 years ago 


Today 


Trend 


a. 


b. 


Threats 


5 years ago 


Today 


Trend 


a. 


b. 


Substanti 
Change 


O 
O 
O 
O 


O 


Substanti 
Change 


oO 
O 
O 
O 
O 


2. List all areas trending negatively, and identify action items and expected outcome measures resulting from 


the action. 


Negative Trend 
Example: Aeronautical Revenues 


Action Item 


Increase non-aeronautical revenues by 


Expected Outcome Measure 


Increase non-aeronautical revenues by 


al 


al 


increased by 25% increasing airport services to final users 30% 
a. a. a. 
b. b. b. 
C. C. C. 
d. d. d. 
é. @. @, 
f. f. f. 
g. g. g. 
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3. Finally, evaluate whether positive trends can be further capitalized on. If so, identify action items and 
expected outcome measures resulting from the action. 


Positive Trend Action Item Expected Outcome Measure 
Example: Enplaned Passengers increased Pass on more benefits to airlines to attract | Reduce airline rates by 10% 
by 13% more operations 

a. 

b. 

Cc. 

d. 

e. 

f. 

g. 


E. Gap Analysis 


1. Based on the competitive position of the airport, determine any major gaps between where the airport is 
today and where senior management wants it to be 5 years from now. Identify the gap as the difference 
between actual achievements and the desired goal. First, list all items being considered by senior 
management, then determine current achievement levels, then include desired goals, and, finally, determine 
the gap. Does it meet the goal? 


Exceeds Meets Doesn't Meet 
Achievement Actual Goal _—_ Gap Goal Goal Goal 
a. O O O 
b. O O O 
c. O O O 
d. O O O 
e. O O O 
f O O L 
g. O O L 
h. O O O 
i O O O 
j. O O O 
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2. For each business gap in need of improvement, identify actions. 


Item Action Item 
a. a. 

b. b. 

C. C. 

d d 

e e 

f. f 

g. g 


3. For each item that meets or is above the desired goal, identify actions needed to further maintain this level 
of performance. 


Item Action Item 
a. a. 

b. b. 

Ci! Cc. 

d d 

e e 

f. f 

g- g 


Performance-Measurement Assessment Tool 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


apply to the airport, please check the “N/A” box. 


Task 2. Scan the Airport Environment Yes No N/A 
Has the airport identified its stakeholder community and needs? CL C] LJ LJ 
Has the airport reached out for the views of both external and internal stakeholders? LC] CJ CL] CL] 
Has it considered the views of airline customers (passengers)?* LJ L] CL] L] 
Has airport management solicited employee views? CJ CL] im CJ 
Has the airport looked at its strengths and weaknesses, and both opportunities and 

threats in its environment? U U U O 
Has it looked at future trends and possibilities? LJ [| LJ C] 
Has it identified gaps between where it is today and where it seeks to be in the future? L] CL] L] CL] 


Note: The size and complexity of the environmental scan should be appropriate to the airport's size and type. All airports should tal 
to customers and stakeholders and think about the questions posed here. 
*General aviation airports should substitute aircraft owners or pilots for airline passengers. 


k 
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Task 3 Worksheet 


Commit to Measure Performance 


This worksheet is intended to help airport managers identify the 
commitment level to performance measures displayed by senior 
management and governing bodies. It will also assist users in identifying 
the performance players at the airport, from the Core Team to the 
governing body, and in weighing the need for external assistance in the 
development of the performance-measurement system. 


Source: Infrastructure Management Group, Inc 


Date: Name: Position: 


A. Assessing Commitment to the Performance-Measurement System 


1. Describe the senior level (airport director’s and senior executives’) commitment to and understanding of 
measuring performance. How would their level of commitment be assessed? 


Strongly Committed [] Needs Work [] Little or No Commitment [] 


2. Describe the governing body (Board of Directors’ or City’s) support of performance-measurement. How 
would their level of commitment be assessed? 


Strongly Committed [J Needs Work [[] Little or No Commitment [] 
B. Identifying the Performance Players 


1. List the airport's Core Performance Executive and/or Core Team. If there is more than one person involved, 
please describe roles as well. Led by the CEO, HR, or sometimes other major department senior 
management, this staff-level team will coordinate, support, and champion the performance-measurement 
system process. 


(A) Core Performance Executive: 


Name Role 
a. a. 


(B) Core Performance Team: 


Name Role 
a. a. 
b. b. 
C. C. 
d. d. 
@. @. 


Note: While it probably will not be possible to have senior decision makers populating the entire Core Team, having a strong leader will 
help the ability of the team to use performance management information to effectively guide and support the process by which senior 
executives make decisions in developing, refining, and using the performance-measurement system. 

2. What percentage of their time will Core Team members be able to dedicate to the process every month? 


160 hours (Full-Time) [[]  80hours [_] 60hours [J] 40hours [] 20 hours [] Other [] 
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3. List the airport's leadership—the senior executives who will set the airport's performance goals, measures, 


and targets as well as manage performance, supported by the Core Team. 


Name Position 
a. a. 
b. b. 
C C 
d d 
e e 


4. Whois the policy board that will formally approve the airport's strategic and performance plans and reports 


(e.g., the Airport Board of Directors, the City Council)? 


C. Assess External Help 


1. Will a consultant's support be needed to carry out the performance-measurement system development 


process? If so, indicate their involvement. 


Task 

a. Advising on strategic planning and performance-measurement practices 
b. Helping the airport design its performance-measurement system development process and plan 

c. Translating broad strategic statements into measures 

d. Sharing benchmarked measures from non-airport businesses 

e. Researching and sharing airport benchmarked measures and best practices 

f. Providing expertise on organization and process development 

g. Helping design and support sessions and outreach 

h. Providing data collection tools and software and/or support for and training on these tools. 

i. Developing performance-measurement model for all business areas 

j. Developing a communication plan for employees and other stakeholders 

k. 


~< 
© 
7) 


O OOOOOOOOOOO 


O QOOOUOOUOOOOOOsS 


Maybe 


O OQOOOOOOOO0O 
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2. Willa facilitator be needed, either in-house or from the outside? 


~< 
@O 
n 
= 
f-¥) 

< 
fom 
@o 


Task 

a. To interview senior management individually on their desired outcomes 

b. To interview stakeholders on their views and recommendations 

c. To facilitate performance-measurement team development 

d. To facilitate the Leadership Team in setting measures based on the strategic plan 
e. To facilitate regular Leadership Team meetings 
f. 
g 
h 


To facilitate outreach sessions to external and/or internal stakeholders 
. To advise on organization development within the airport 


O QOOOOUOOO 
O OOOOOOOOs 
O OOUOOOOO 


O 


3. Will other outside support be needed? L] Yes 


(A) If yes, what other support is required? 


bee 


4. If any of these items have been checked or if other needs require a consultant, facilitator, or other internal or 
external support, it should be reflected here. Develop statements of work for contracts to secure the services 
of a consultant or facilitator. A schedule in the plan should include: 


Contractor Facilitator Other 
Beginning Date: a. a. a. 
Statement of Work Issued: b. b. b. 
Contract Executed: C. C. C. 
Cost: d. d. d. 
Core Team Person Responsible: é. €. e. 
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Performance-Measurement Assessment Tool 


Identify areas for improvement based on questions answered “no’ or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


apply to the airport, please check the “N/A” box. 


Task 3. Commit to Measure Performance 


Is the airport's governing body committed to performance-measurement? 


Has the Airport Director and senior executives committed to using an airport-wide, outcome- 
based performance-measurement system to measure and manage airport performance? 
Has the Airport Director and senior executives committed to being held accountable for 
achieving outcome-based results? 


Has the Airport Director and senior executives committed to expending the time, effort, and 
resources needed to carry out a performance-measurement system? 


Has the Airport Director identified a person and/or team to manage performance- 
measurement (the Core Team)? 


Does that person or team have appropriate authority to manage the process? 
Have the executives who will be directly involved with performance-measurement been 
identified? 


Has the need for external help (e.g., a facilitator) been assessed as part of that plan? 


OOOO OO oO;o0Od0 


OOOO;O O00 


OOOO oO oO} OO 


OOOO;O/;O/;O0 


Note: In small airports, a single person may play several or all of these roles (i.e, the Airport Director, the Core Team, and the senior 


executives), and these questions should still be able to be answered. 
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Task 4 Worksheet 


Confirm the Airport's Mission, Vision, 
and Values 


This worksheet is intended to help airport managers confirm the mission, 
vision, and values of the airport that will later be used to set long-term 
objectives and ensure their alignment with performance measures. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. Sources of the Airport Mission 


1. For public organizations, missions are often found in legislation. In it, the City Council or other governing 
authority board has specified why it has an airport and what it wants the airport to achieve. List the 
legislative mandates that affect the airport’s mission. 


2. After reading the legislative guidance, list the key elements it specifies for the airport's mission. 


3. List the mission of the airport. Use an existing statement if there is one. 


4. What are the mission elements? 


Example: If the airport's mission addresses the delivery of safe and secure services, then the elements are safety and security 


a. 


b. 


Cc. 
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5. Do the mission elements match the elements listed under legislative guidance? 
Yes L] Somewhat [] No (J 


6. Ifthe mission elements do not match up well with legislative Yes L] No LJ 
guidance, or if they do not appear to describe why the airport 
exists (what it is trying to be), then consider making a review 
of the airport's mission an early issue to be addressed in the 
sessions set up to develop long-term objectives and 
measures. Does it need to be addressed? 


B. Identifying Airport Values 


1. List the airport's values. 


Example: "Best service airport," "Strive for superior performance," "Respectful, responsive, and sensitive to needs," etc. 
a. 


b. 


Cc. 


d. 


e. 


2. Based on the identified values, respond to the following questions: 


(A) How does the airport treat its external stakeholders? 


pe 


(B) How do es senior level want the airport to be viewed by external stakeholders? 


(C) How does the airport treat its internal stakeholders? 


pT 
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(D) How does the airport treat its employees? 


(E) How do senior level executives want the airport to be viewed by internal stakeholders? 


(F) What does the airport say about the values of responsibility and accountability? 


pT 


3. lf answering the above questions exposes key gaps or issues with respect to the Review Needed [_] 
current stated values of the airport, consider making a review of the airport's values 
an early issue to be addressed in the sessions that willl be set up to develop long- 
term objectives and measures. 


C. Airport Vision and Vision Outcomes 


1. Describe the airport's vision of the future. 


pT 


2. Based on the vision, what is the expected result of the airport's work? 


3. How do senior level executives currently know when the airport has achieved that result? 
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4. List key measures that support the airport's vision statement. This does not require targets, only the 
“yardstick” that might be used. Keep it simple for now. 


Example: If the airport's vision statement addresses safety, then accidents or fatal accidents might be your measure. 
a. 


b. 


Performance-Measurement Assessment Tool 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


apply to the airport, please check the “N/A” box. 


Task 4. Confirm the Airport Mission, Vision, and Values Yes No N/A 
Does the mission conform to legislative mandates for the airport? CT C] L] C] 
Is the airport's mission easy to remember and understand? LJ LJ LJ CL] 
Do department missions, taken together, support achievement of the airport's mission?* L] L] L] CL] 
Has the airport identified the values it will espouse to achieve its mission? LJ C] CJ CJ 
Is the vision statement future-focused and consistent with the airport's mission? CJ CJ CJ CJ 
Is it concise, inspirational, compelling, and measurable? CJ LJ L] LJ 
Is it a “stretch” (challenging but achievable)? LJ CJ L] LC] 


“If the airport does not to have separate “departments,” or the departments don’t have separate missions, then the answer to the 
question is “NA.” 
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Task 5 Worksheet 


Identify Long-Term Goals 


This worksheet is intended to help airport managers confirm long-term 
objectives directly related to the airport's mission. It further assists in 
identifying current measures and leading indicators to monitor the 
attainment of these long-term objectives and leads to the recommendation 
of key performance indicators that could improve measurement results. 
For those airports in the first stages of strategic development, this 
worksheet guides users through the defining of long-term objectives based 
on the airport's historical performance statistics. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. Identifying Current Long-Term Objectives 


1. What are the airport’s current long-term objectives? How do they relate to the airport’s mission? 


Long-Term Objective Mission Elements 
a. a. 

b. b. 

C. ¢. 

d. d. 

e e 

f f 

g g 


2. Are any mission elements identified in Worksheet 4 not reflected in any long-term objective? 


3. Are there any long-term objectives that do not relate to mission elements? 


B. Identifying Current Outcome Measures and Gaps 


1. If outcome measures for your objectives have not been systematically identified or if there are important 
gaps, here are some basic steps for and advice on developing a process to identify them. 


(1) The Core Team, working with the Airport Director, should hold a facilitated retreat or session at which 
the leadership team chooses its key performance indicators (KPIs). Ideally, this should be part of the 
strategic planning process that identifies the airport's long-term objectives. The following is a four-step 
process recommended for identifying outcome measures for the airport’s objectives. 


(2) In preparation for the facilitated session(s), the Core Team should analyze the airport's historical 


performance statistics, identifying measures that may be KPIs for the airport's long-term objectives, and 


assign each to an objective. The following tables present a set of suggested outcome or goal areas to 
explore. The airport may have identified others as well, or may choose not to use some of these. 


Long-Term Objective: Customer Value or Customer Service 


Historical Performance 


Long-Term Objective: Capacity Planning and Development 


Historical Performance 


Long-Term Objective: Efficient Operations 


Historical Performance 


Long-Term Objective: Safety & Security 


Historical Performance 


Performance Measures 


Performance Measures 


Performance Measures 


Performance Measures 
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Long-Term Objective: Financial Success 


Historical Performance 


Performance Measures 


Long-Term Objective: Environment 


Historical Performance 


Performance Measures 


Long-Term Objective: Other 


Historical Performance 


Performance Measures 


Long-Term Objective: Other 


Historical Performance 


Performance Measures 
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2. Based on the above information and outreach conducted with respect to the airport mission, vision, and 
values, the Core Team should define the number of session(s) it thinks will be necessary to identify long- 
term objectives and the key performance indicators for each. Define the session(s) and issues to be 


discussed. 
Working Session Estimated Dates and Duration 
Long-term Objectives and Outcome September 15, 2010 (2 hours) 
Measures Anticipated Location 
Conference Room 203, 100 Main Avenue, Long Beach, CA 
Participants Facilitator Documentation Required 
CEO, CFO, Manager of Airport COO Previous vision, mission, and values 
statements 
Working Session Estimated Dates and Duration 
Anticipated Location 
Participants Facilitator Documentation Required 
Working Session Estimated Dates and Duration 
Anticipated Location 
Participants Facilitator Documentation Required 
Working Session Estimated Dates and Duration 
Anticipated Location 
Participants Facilitator Documentation Required 


3. The Core Team should retain a facilitator that will conduct the session(s) at which KPls are chosen and 
linked to long-term outcomes. 


Facilitator’s Name Facilitator’s Position 
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4. List the advantages and disadvantages of the selected facilitator. 


Advantages Disadvantages 

Example: Good knowledge of performance-measurement system Lacks presentation skills 

a. a. 

b. b. 

Cc. Cc. 

d. d. 

e. e. 

5. Based on the advantages and disadvantages listed above, confirm the selection of Confirmed L] 
the facilitator. Ensure the best candidate is selected to secure the success of the 
session(s). 

6. The facilitated session(s) should, once long-term objectives are identified, allocate the outcome measures 


currently available to individual objectives, and discuss measurement gaps (What aspects of the objective 
are not measured’). 


Long-Term Objective 1 

Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. C: 

d. d. 

@. @. 

Long-Term Objective 2 

Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. C: 

d. d. 

@. @. 
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Long-Term Objective 3 


Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. Cc. 

d. d. 

@. @. 

Long-Term Objective 4 

Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. C: 

d. d. 

@. @. 

Long-Term Objective 5 

Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. Cc. 

d. d. 

€. @. 


At 


Long-Term Objective 6 


Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. Cc. 

d. d. 

@. @. 

Long-Term Objective 7 

Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. C: 

d. d. 

@. @. 

Long-Term Objective 8 

Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. Cc. 

d. d. 

€. @. 
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Long-Term Objective 9 


Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. Cc. 

d. d. 

@. @. 

Long-Term Objective 10 

Current Outcome Measures Measurement Gaps 
a. a. 

b. b. 

C. C: 

d. d. 

@. @. 
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C. 


Developing Key Performance Indicators (KPIs) 


1. List the KPls the airport currently uses to measure achievement of each long-term objective, identify 


additional KPls, and indicate the leading indicators. 


Long-Te 


rm Objective 1 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Addition 


al Suggested KPls 


KPI 1 


KPI 2 


Current KPls 


KPI 1 


KPI 2 


KPI3 


KPI 4 


KPI5 


Addition 


al Suggested KPls 


KPI 1 


KPI 2 


KPI 3 


Leading Indicator 


[ILI 


Leading Indicator 


fe 


Leading Indicator 


LIU 


Leading Indicator 


LILI 
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Long-Term Objective 3 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Long-Term Objective 4 


Leading Indicator 


(ILI 


Leading Indicator 


i) ee 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Leading Indicator 


Bie 


[| 
[| 
[_] 
Leading Indicator 


[ | 
[| 
[| 
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Long-Term Objective 5 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Long-Term Objective 6 


Leading Indicator 


[ 


[ILI 


Leading Indicator 


[ILI 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Leading Indicator 


Ey SIE (GI 


Leading Indicator 


| a 
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Long-Term Objective 7 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Long-Term Objective 8 


Leading Indicator 


LIL] 


[| 
[| 
| 
Leading Indicator 


[ | 
[ | 
[| 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Leading Indicator 


(ILO 


Leading Indicator 


LILIU 
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Long-Term Objective 9 


Current KPls 


KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Long-Term Objective 10 


Leading Indicator 


(LILJOIOO 


Leading Indicator 


LILI 


Current KPls 
KPI 1 


KPI 2 


KPI 3 


KPI 4 


KPI5 


Additional Suggested KPIs 


KPI 1 


KPI 2 


KPI 3 


Leading Indicator 


Ee Vs) 


Leading Indicator 


LILIU 


48 


™,  Performance-Measurement Assessment Tool 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


apply to the airport, please check the “N/A” box. 


Task 5. Develop Long-Term Objectives and Outcome Measures. 


Has the airport set measurable long-term objectives that support the mission and vision? 


If the airport achieves its objectives, will it have achieved its vision? 


Do the objectives describe outcomes for the airport’s customers and investors, not only 
activities or tasks for airport employees? 

Has the airport set 1-5 KPI outcome measures per long-term objective? 

Are some of the selected measures considered “leading indicators” that provide insight 
into what will happen later to the long-term objectives? 


OOOOO 


OOO OO 


OOO OOF€ 


OOOOO 
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Task 6 Worksheet 


Identify Short-Term and Intermediate 
Objectives 


This worksheet is intended to help airport managers identify short-term 
and intermediate objectives and corresponding measures that the airport 
must set to achieve its mission 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. Organize Objectives and Actions 


1. Pick a long-term objective from those listed on Worksheet 5 and list it here. Remember that specified 
measures have already been identified for it. If there are separate intermediate or short-term objectives that 
have been identified, list them in the space provided below. Also list the measure(s) that will be used to 
gauge achievement of the objective. 


Example: 
Long-Term Objective 


Increase Parking Revenue 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 


a. Increase parking traffic by 35% over the | a. Increase garage parking traffic by 2% a. Parking revenues per EPAX 
next 5 years. this year. 


b. b. Increase remote parking traffic by 5% b. 
this year. 


Long-Term Objective 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 
a. a. 
b. b. 


Long-Term Objective 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 
a. a. a. 
b. b. b. 


Long-Term Objective 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 
a. a. a. 
b. b. b. 
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Long-Term Objective 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 
a. a. a. 
b. b. b. 


Long-Term Objective 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 
a. a. a. 
b. b. b. 


Long-Term Objective 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 
a. a. a. 
b. b. b. 


Long-Term Objective 


Intermediate Objective(s) Short-Term Objective(s) Measure(s) 
a. a. a. 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


2 Performance-Measurement Assessment Tool 
apply to the airport, please check the “N/A” box. 


Task 6. Identify Short-Term and Intermediate Objectives. 


Has the airport set intermediate outcome objectives and described how they support 
long-term objectives? 

Has the airport set measures to monitor achievement of intermediate outcome 
objectives? 

Has the airport set short-term objectives for the major actions or initiatives it will 
undertake to achieve its intermediate and long-term objectives? 

Has the airport set corresponding measures? 


OO;O\;o 
OO oO;o 
OO ;O;O 
OO;O;oO 
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Task 7 Worksheet 


set Measurement Responsibilities 


This worksheet is intended to help airport managers identify the steps 
necessary to increase involvement among employees, set a system of 
accountability, and establish incentives for positive performance. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. Identifying Points of Contact 


1. Now that the Core Team has been identified, identify and list the Points of Contact responsible for gathering 
and reporting performance data to the Core Team. All departments should be reflected in the following list. 
Have the departments agreed to the Points of Contact identified? 


Name Position Department 
a. a. a. 

b. b. b. 

C. C om 

d d. d 

e @. e 

f f. f 

g g. g 
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2. Compile a complete list of the airport’s long-term and short-term outcome objectives identified in Worksheets 
5 and 6 and the measures associated with each. Use the template below to list each objective and its 
actions. Place next to each listing the name and department or office of the person who will be responsible 
for achieving the outcome, action, or measure. Work with the Airport Director and Core Team to agree on 
this list. 


Sees and Supporting Actions Associated Measures Accountable Party 
Objective: Increase Parking Revenue a. Number of cars parked daily a. James Davis, Operations 

b. Average length of stay b. 
c. Average monthly income C. 
| Action: ConvertLotAtoValetParking | [fd | fd. 
e e 

Objective and Supporting Actions Associated Measures Accountable Party 
Objective: a. a. 
b. b. 
C. C 
}Actio: = ——s—i—<‘is—sSCsSY SS 
e e 

Objective and Supporting Actions Associated Measures Accountable Party 
Objective: a. a. 
fo 
C. C 
Action: d. d. 
e e 
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Objective and Supporting Actions Associated Measures Accountable Party 
Objective: a. a. 

b. b. 

C: C. 
Action: d. d. 

@. @. 
Objective and Supporting Actions Associated Measures Accountable Party 
Objective: a. a. 

b. b. 

C. C. 
Action: d. d. 

@. @. 
Objective and Supporting Actions Associated Measures Accountable Party 
Objective: a. a. 

b. b. 

C: ¢. 
Action: d. d. 

@. @. 
Objective and Supporting Actions Associated Measures Accountable Party 
Objective: a. a. 

b. b. 

C. C. 
Action: d. d. 

@. @. 
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Objective and Supporting Actions Associated Measures Accountable Party 


Objective: a. a. 
b. b. 

C C 

JActio: = s—<—stsSSY SS 
e e 


3. Were those people listed as the “Accountable Party” involved in the development of the goals and 
measures? 


Yes L] Somewhat [] No [J 


4. If not, how will the “Accountable Party” be involved in the performance-measurement system process? What 
are some specific actions that can be taken to increase involvement and accountability? 


Actions 
Example: Solicit feedback on a draft document of the goals and measures 


a. 


b. 


B. Measuring Attitudes and Behaviors 


1. Managers and staff may be apprehensive about being accountable for aspects of a performance- 
measurement system, fearing that negative performance information will be used against them. What steps 
can be taken to communicate that negative performance will not be punished and that positive performance 
will be recognized? 


Example: Hold staff meetings explaining the nature of performance-measurement, train core teams, increase communication on results 
and impact on the overall airport performance, increase airport staff participation in selection of measures, etc. 
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2. What attitudes, behaviors, or conditions must change in order to achieve the goals listed above? 


a. 


b. 


3. What must change in the status quo to create the conditions necessary to achieve the goals listed above? 
Next to each item, describe a method to conquer the issue. 


Change Method 
a. a. 
b. b. 
C. C. 
d. d. 
@. @. 


4. What actions will be taken to create a performance-measurement system that is integrated throughout the 
organization? 


Area Action(s) Needed 
Communication 


Transparency 


Staff Participation 


Training 


Other 


5. Does the airport currently have a performance-based reward Yes LJ No LJ 
system for employees? 
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6. If not, how does the airport recognize individuals, teams, and even the airport as a whole for meeting 
performance targets? List the methods currently used below. 


Performance-Measurement Assessment Tool 

Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 
apply to the airport, please check the “N/A” box. 


Task 7. Set Measurement Responsibilities 


Is someone (the Core Team) charged to coordinate reporting on performance 


measures? 
Has someone been assigned responsibility to achieve each objective and measure? 
Has each responsible office assigned a Point of Contact to report on its measures? 
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Task 8 Worksheet 


Develop and Test a Performance- 
Measurement Reporting System 


This worksheet is intended to help airport managers define the 
performance-measurement reporting system and necessary resources 
for a successful implementation. 


Source: Infrastructure Management Group, Inc 


Date: Name: Position: 


A. Reporting System 


1. Define the characteristics of the Performance Measurement Reporting System (PMRS) considered most 
appropriate for the airport. 


Examples: Three reporting layers are needed: Points of Contact, Core Team, senior executives; how information is presented to the 
Core Team; database connectivity and capabilities. 


a. 


b. 


Cc. 


N 


Integrating performance and performance-measurement, both within the airport (across organizational 
“stovepipes”) and with external organizations that support and affect the airport’s ability to perform (e.g., 
TSA on airport security) is crucial to achieving good performance. In the following space, list areas where 
performance integration, either across stovepipes or with external organizations, is weak, and actions the 
airport will take to improve it. 


Areas Where Performance Integration Is Weak Actions the Airport Will Take to Improve It 
a. a. 
b. b. 
C: c. 
d d 
e e 


3. How will data be collected, stored, and analyzed? 


Collected: 


Stored: 


Analyzed: 


4. Will data repository software be necessary? Yes L] No LJ 
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5. If yes, list the features the software should ideally have to fit the airport's performance warehousing and 


reporting needs. 


Software Features 
Compatible with existing IT platform 
Consolidate and manipulate data from existing sources 
Allow for manual input and review of data and associated text controlled by chain of command 
Extrapolate data from different sources 
Forecast and implement against targets 
Flexible report-building functionality 
Accessibility to reports and comparisons on measurement, business processes, and data flow information 
Business type analysis 
Hierarchical diagram of system-related functions, policies, procedures, and controls 
Drill-down options to the lowest performance measure for deeper understanding of the cause, responsibility, and 
historical performance 
Identify gaps between business operation and strategic processes 
Reliable information warehouse 
Automatic back-up generation 
User-friendly 
Alert messages capability 
Email capability 


B. Beta Testing the Performance-Measurement System 


Needed 


OOOOOOU O QOOOOOOO0O 


1. Describe the process the airport intends to use to beta-test the performance-measurement system. List 


steps and expected outcomes. 


Steps Outcomes 
a. a. 
b. b. 
c C 
d d 
e e 


2. List the names of the participants in the beta test exercise grouped by the Core Team. 


Acting as Core Team Acting as Points of Contact Acting as Senior Executives 
a. a. a. 
b. b. b. 
C. Cc. C. 
d d. d 
e @. e 
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~™,  Performance-Measurement Assessment Tool 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 


corrective action before moving into a new development stage. In those cases where the question does 
apply to the airport, please check the “N/A” box. 


Task 8. Develop and Test a Performance-Measurement Reporting System 


Has the airport evaluated alternatives and chosen the tools it will use to gather 
performance data and report them? 


not 


Have the people who will use the tools been trained in their use? 


OOd 


Has the Core Team set up a performance reporting system, populated it with the 
airport’s objectives and responsibilities, and prepared it for Points of Contact input? 


OOOO 
OOOO 


Has the system been tested prior implementation? L] 


Note: In small airports, the same person may be responsible for some or all aspects of performance achievement, measurement, 
reporting. The key is whether there is clear, recognized responsibility and a system set up to report results. 
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Task 9 Worksheet 


Implement and Measure 


This worksheet is intended to assist airport managers in implementing a 
comprehensive, tailored performance-measurement system. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. — Implementation 


1. There are a number of key elements that a successfully implemented performance-measurement system 
depends upon. Please rate each of the following implementation elements based on their current level of 
effectiveness at the airport (0=nonexistent, 1=needs work, 2=effective). If the answer is 0 or 1 for any of the 


elements, explain a potential improvement in the space below it. 


Example: 
Implementation Element 


Effective Communication 


Improvement: Increase inter-departmental meetings and data reviews from quarterly to monthly 


Implementation Element 


Effective Communication (Especially Communication Across “Stovepipes”) 
Improvement: 


Structural Alignment 
Improvement: 


Communicating Performance Measures to Employees 
Improvement: 


Transparency 
Improvement: 


Performance Management to Ensure Proper Monitoring and Reporting 
Improvement: 


Effective and Efficient Data Collection Techniques 
Improvement: 


Performance-Measurement Assessment Tool 


0 
L] 


Rating Level 
1 


L 


Rating Level 


a ee 
[| O OF OU OU Lt? 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


apply to the airport, please check the “N/A” box. 


Task 9. Implement and Measure 


Has the Core Team assessed the airport's structural alignment in regards to the use of 
performance data? 

Is each office tracking interim performance on long-term and intermediate outcome 
objectives? 


Is collected data sufficient to monitor performance? 


OOO) oO 


Has the Core Team validated the accuracy of information provided to senior executives? 


OOO} oO 


OOO} O 


OOO;O 
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Task 710 Worksheet 


Baseline Measures and Set Targets 


This worksheet is intended to assist airport managers to identify the 
current level of measures and set targets based on the desired future 
level. Setting targets means stating what improvement the airport will 


make and what level it will achieve on the measure in a determined time 
period. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. Baseline the Measures and Set Targets 


1. From Task 5, list where the airport currently stands or was in the recent past (the end of last fiscal year) on 
its long-term objective performance measures. Set a baseline date and report the performance as of that 
date. These are the baselines, the starting points from which the airport will make improvements. 


Long-Term Performance Measures Baselines, End FY— 

Example: On-Time Arrivals 70%, End FY 2006 

a. a. 

b. b. 

C. C. 
Ree N 

e e 

f f 

g g 


2. Trends in the airport’s performance measure results should also be known. 


Long-Term Performance Measure Trends 2004 2005 2006 2007 2008 Average 

Example: On-Time Arrivals 71.2% 70% 70.5% 71.1% 70.8% 71.3% 

a. % % % % % % 
es 
he RT SOT MR eT TT OG 
a 

@. % % % % % % 

f. % % % % % % 

g. % % % % % % 
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3. Working with upper management and the Core Team and based on past trends, current plans, and future 


needs, specify for each measure where the airport proposes to be at a specific date in the future. Specify 
both a level of improvement from the baseline (e.g., zero runway incursions or 80% on-time arrivals), and 
the date it will be achieved (e.g., by the end of 2014). These are the airport's long-range targets. 


Long-Term Performance Measures Long-Range Targets 

Example: On-Time Arrivals 80% by 2012 

a. 

b. 

C. 

d. 

e. 

f. 

g. 

4. Setting interim targets will allow the airport to better achieve its long-term targets. To set up interim targets, 


go back to Worksheets 5 and 6, where a long-term airport development objective, a short-term objective (if 
different), and measures were selected. From those worksheets, consider: 
(A) The timeframe within which any of the long-term objectives needs to be achieved. 
(B) Progress expected to be made each year (or other time period) towards the performance objective 
for each action (initiatives, projects, and programs), the date the improvement effort will begin, and 
the date by which the improvements will be realized. 


Objectives with Long-Term Targets and Dates Interim Targets 

2010 2011 2012 2013 2014 
Example: Increase On-time arrivals to 80% by 2014 72.0% 72.0% 76.0% 79.0% 80.0% 
a. % % % % % 
b. % % % % % 
C. % % % % % 
d. % % % % % 
@. % % % % % 
fi % % % % % 
g. % % % % % 
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™,  Performance-Measurement Assessment Tool 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


apply to the airport, please check the “N/A” box. 


Task 10. Baseline Measures and Set Targets 


Has the airport identified a baseline of where it is today on each measure? 


Has the airport set long-term targets for each measure? 


Has the airport set dates for when long-term targets should be achieved? 


Has the airport set interim (e.g., annual) targets so it can assess progress? 


Are the targets a “stretch” (challenging but realistic)? 


OOOOO 


OOOUO 


OOOOO 


OOOOO 
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Task 11 Worksheet 


Report and Analyze Performance 
Results 


This worksheet is intended to help airport managers define the reporting 
mechanisms that will secure effective, realtime measurement data. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. — Reporting Mechanisms 


1. Please identify the types of reporting mechanisms to be used (e.g., written reports, emailed spreadsheets 
and text, and/or updates to a database) along with the corresponding reporting cycles. 


Title Type From To 

a. a. Points of Contacts Core Team 

b. b. Core Team CEO 

C. C. Core Team Senior Executives 
d d 

e e 

f. f 

g. g 


2. Define the reports’ content. It is recommended that the contents of each activity (initiative, project, or 
program), performance measure, strategy, and objective are documented by following this suggested item 
list. 


Content Monthly Quarterly Annually 
a. Responsible (Lead) Department 
b. Responsible Director 
c. Supporting Departments or Offices 
d. Person Responsible for Preparing Report 
e. Link to Strategic Objective(s) 
f. Goal Description 
g. Process and Timeline 
h. Process Completion Date 
i. Approved Revised Completion Date 
j. Inputs 
k. Outputs 
|. Outcomes and Measurement O 
m. Baseline Data and Target 
n. Expected Completion Date 
o. Changes in the Period (month/quarter/year) 
p. Status (on-schedule/late) 
q. Explanation for Late Schedule 
r. Corrective Action 
s. 


OOOOOOOOOoOO 


t. 


O}O) OQ QOOOOOOOOOOOOOOoOoo 
O}O) OQ QOOOOOOOOOOOOoOoOoOoOo 


O OO O OOOO 


U. 
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B. Scheduling Performance Reporting 


1. Working with upper management, schedule when performance information will be provided to the Core 
Team. Recommend monthly updates. 


Frequency: L_] Bi-Weekly L_] Monthly L] Quarterly [_] Other: 


2. Normally, information is provided in conjunction with Core Team meetings where performance is managed. 
Based on the frequency selected above, work with upper management to set the day when meetings will 
held. 


Specify when meetings will be scheduled: 
Example: First Thursday of the month 


3. When will the Core Team need performance information entered into the Performance-Measurement 
Reporting System (PMRS)? Allow time to analyze submission and make changes. 


Specify number of days information should be entered before the Core Team meeting, si 


C. Stakeholder Communication and Outreach 


1. List the expected internal and external uses of performance-measurement reports. 


Internal External 

Example: Established more challenging baselines Example: Support proposed budget 
a. a. 

b. b. 

C. C. 

d. d. 

e e 

f. f 

g. g 


72 


2. To measure whether year-end reporting meets stakeholder needs, it is recommended that there be a 
discussion about the adequacy of information the airport reports as part of the outreach process. Clearly, 
another indicator is whether all legislative or other requirements are met for reporting to the airport’s 
governing entity, the FAA, and other overseers. 


pT 


3. List the information that will be shared with external stakeholders. 


Example: Quarterly Performance Data 
a. 


b. 


Cc. 


4. List the formats in which performance data will be reported by stakeholder group. 


Format Stakeholder Group 

Example: Strategic Plan Example: Internal and External Stakeholders 
a. a. 

b. b. 

C: C. 

d d 

e e 
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2m,  Performance-Measurement Assessment Tool 


Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 


apply to the airport, please check the “N/A” box. 


Task 11. Report and Analyze Performance Results 


Has the Core Team set reporting schedules, formats, and requirements for Points of 


Contact? 


~< 


es 


Are reporting offices providing relevant, timely information to the Core Team? 


Is the Core Team providing relevant, timely information to the airport's senior executives 
so that executives can early identify slipping measures and emerging issues early on? 


Does year-end reporting and evaluation provide airport senior executives with the 
information they need to set new targets and adjust the airport’s performance 
framework? 


Does it provide information that the airport’s multiple audiences can use and 
understand? 


OO OOd 


O}oO;oodo 


O OF OOO 


O}o;oo0g 
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Task 12 Worksheet 


Manage Performance Players 


This worksheet is intended to help airport managers assist in the 
evaluation of the Core Team with the aim of securing the quality and 


timeliness of performance data. 


Source: Infrastructure Management Group, Inc. 


Date: 


Name: 


Position: 


A. 


Evaluating the Core Team 


1. One indicator that the Core Team is managing effectively is that timely information is presented to the senior 


level. Compare actual dates for data reporting to scheduled dates. 


Meeting Date: 


Info Relevant 
As Of (Date) 


Info to Core Team 


Scheduled Actual 


Info to Executives 


Scheduled Actual 


Month 1: 


Month 2: 


Month 3: 


Month 4: 


Month 5: 


Month 6: 


Month 7: 


Month 8: 


Month 9: 


Month 10: 


Month 11: 


Month 12: 


Year End: 


Met 


Scheduled? 


YO 
YE] 
YO 
YO 
a ial 
YO 
YO 
YO 
YO 
YO 
ya Be 
YO 
“Gl 


NO 
NO] 
NO 
NO 
NO 
NO 
NO] 
NO 
NO] 
NO 
NO 
NO 
NO 


2. An indicator that the Core Team is doing a good job of reviewing and validating performance information is 
that good interim information is being presented to the Core Team in a timely manner. It can be measured 
by answering four questions: 


(A) Is the senior management satisfied with the information they are receiving? (This may require surveying 
senior management on both their satisfaction and on what they think could be improved.) 


Yes CL] 


Somewhat [] 


No TJ 
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(B) Are there examples where senior management has used interim performance information to identify and 
address “current” performance issues and improve performance? If yes, please specify. 


(C) Are there examples examples where senior management has used interim performance information to 
identify and address performance issues “in advance” and improve performance? If yes, please specify. 


(D) How often are meetings held with the Points of Contact? Please outline the tentative schedule of the 
meetings in the current fiscal period. 


Point of Contact Tentative Schedule 
a. a. 
b. b. 
C. C. 
d d 
e e 


7 


B. — Resource Planning 


1. What resources have been assigned to the Core Team to successfully implement the Performance- 
Measurement System? 


Example: 1 Point of Contact per department, 3 hrs/week 


a. 


b. 


Cc. 


d. 


e. 


2. List other necessary resources you would like to have access to, and justify their need. 


Resources Justification 

Example: Data collection software To improve timely reporting 
a. a. 

b. b. 

C. C. 

d. d. 

e. @. 


3. An indication of whether sufficient resources are being devoted to performance and reporting is whether the 
Core Team is getting and using the timely information it needs. Beyond that, investigate sources of delay or 
dissatisfaction and list them below: 


(A) Do the airport Points of Contact have the time and resources to provide good information? 
Yes [] Somewhat [] No [] 
(B) Is the Core Team gathering of information taking too long? 


Yes CJ Somewhat [] No [J 


(C) Is the quality of reported data being sacrificed so that the Core Team is becoming dissatisfied? 
Yes [] Somewhat [_] No [] 
(D) Is gathering data a cumbersome process? 


Yes L] Somewhat [_] No [J 


78 


4. Detail any shortfalls uncovered from responding to the questions listed above and how the Core Team 
proposes to address those shortfalls. 


Shortfall Action Item 
a. a. 

b. b. 

c C 

d. d 

e e 

f. f 

g. g 


Performance-Measurement Assessment Tool 

Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 
apply to the airport, please check the “N/A” box. 


Task 12. Manage the People Providing Performance Information 


Is the Core Team managing Points of Contact to meet deadlines, formats, requirements, oO oO oO oO 
and responsibilities for performance-measurement reporting? 

Has the airport provided sufficient resources for performance measuring and reporting to 

succeed? U U al U 
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Task 13 Worksheet 


Initiate a New Performance- 
Measurement Cycle 


This worksheet is intended to help airport managers identify the strengths 
and weaknesses of the current performance-measurement cycle and 
define the required change for improvement. Deploying an effective system 
that generates reliable performance data requires continually adapting the 
performance-measurement system to meet changes in the airport 
environment. 


Source: Infrastructure Management Group, Inc. 


Date: Name: Position: 


A. 
1. 


Coordinate Changes in the Performance Plan 


Listed below are three key questions that should help determine fundamentally if the airport's performance 
planning needs to change. Answering “Yes” to any one of the questions below is an indication that the 
airport should consider fundamental changes (perhaps developing a new strategic plan as opposed to 
updating short-term performance objectives). 


(A) Has the airport's environment changed substantially? Are 


there major new issues or challenges to address or Yes L] No LJ 
opportunities to achieve? 


(B) Has the airport's leadership changed substantially? Has the Yes C No 


direction of the airport changed? 


(C) Are there substantial improvements that can be made to 


today’s strategic and performance plan (the airport's mission, Yes Neo] 
vision, values, and objectives) based on what has been 
learned in this planning cycle? 


2. In conducting an environmental assessment, review and update the list of external opportunities and threats 
developed in Worksheet 2, and compare them to those the airport faces today. 

Opportunities Threats Changes 

a. a. a. 

b. b. b. 

Cc. Cc. Cc. 

d. d d 

e. e e 
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3. 


In evaluating the airport's internal situation, list the strengths and weaknesses and note any changes in the 


past year. 
Strengths Weaknesses 
Example: On-time arrivals Customer service 


Changes 
Improve concessions 


a. 


a. 


a. 


b. b. b. 
C. C. C. 
d. d. d. 
e. e. e. 
4. Are the changes identified sufficiently fundamental that a new performance-measurement system is called 
for, or can they be addressed through adjustments within the current strategic framework? 
New Performance-Measurement System [] Adjustments within the Current Framework [_] 
B. Assessing Change 
1. As planning for the next performance-measurement cycle is started, consider whether the reported year-end 
results, explanations, and analysis gave senior executives what they need to initiate a new cycle. 
Yes LJ Somewhat [_] No (J 
2. List the factors the Core Team and the Airport Director will have to look at when they consider how to 


change the existing strategic and performance planning. 


Example: Improve reporting timeliness 


a. 


b. 


Cc. 
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3. Based on the previous responses, list the information senior executives will need to make decisions on 
change. 


Example: Report to senior executives quarterly instead of bi-annually 


a. 


b. 


Cc. 


> 


Does the reported information that has been generated meet those requirements? 
Yes [] Somewhat [] No FJ 
5. What additional information is needed, and when will it be assembled? 


Information Date 
a. 


b. 


Cc. 


d. 


e. 


6. Has airport performance improved in the last year? 


Yes Somewhat [] No [] 
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7. List the airport’s short-term performance objectives and their baselines, targets, and final results. 


Short-Term Objectives Baseline Target Results Achieved? 
a. YO vo 
b. Yel Nie 
Cc. YO nv 
d. pf 
e. YO vv 
f YO vo 
g. Yel Ne] 
8. Were targets challenging but achievevable? 
Yes L] Somewhat [] No (J 
9. Where did performance improve? List the areas, departments, etc. 
Areas of Improvement Department 
Example: Employee satisfaction Human Resources 
a. a. 
b. b. 
Cc. Cc. 
d. d. 
e. e. 
10. Where did performance decline? List the areas, departments, etc. 
Areas of Improvement Department 
a. a. 
b. b. 
Cc. Cc. 
d. d. 
e. e. 
11. Were declining trends identified at early stages? Yes L] No L] 
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12. Were they reported in a timely manner? Yes L] No LJ 


13. If you have responded “Yes” to either Question 11 or 12, was any corrective action taken? Please list 
initiatives, strategies, etc. 


Corrective Actions 


a. 


b. 


Cc. 


d. 


e. 


14. If not, please identify the causes that prevented corrective action. 


Causes 
a. 


b. 


C. 
d. 


e. 


15. List the main threats to the airport’s performance-measurement system. Next to the threat, identify actions to 
mitigate it. 


Threat Action 

Example: Lack of employee buy-in Employee incentive program 
a. a. 

b. b. 

C. C. 

s 
d d 
e e 
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16. Based on the above, draft the revised performance plan. Seek input from the Core Team and Airport 
Director approval. List any notes below. 


<™ _ Performance-Measurement Assessment Tool 

Identify areas for improvement based on questions answered “no” or “needs work” and allow for immediate 
corrective action before moving into a new development stage. In those cases where the question does not 
apply to the airport, please check the “N/A” box. 


Task 13. Initiate a New Performance-Measurement Cycle. 


Has the Core Team scanned the airport's environment? 

Has the Core Team evaluated results and the measurement cycle? 

Has the Core Team identified improvements for the new cycle and made 
recommendations? 

Does the new performance-measurement cycle include communication and outreach? 
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